Receive 
Registration / 
Authentication 

Request 
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Log-in and Update 
online SA rolls 
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Request Data from 
SA 


lb 








Receive Data from 
SA 


It 
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Send credit / 
background check 
request 





Receive credit / 
background check 
results 



2z 





Send SA Rejection 



£6 



< 

CD 
CO 














Register SA 




Begin testing / 




► 


accreditation 





Receive testing or 

accredidation 
request from SA 



Provide 
appropriate 
materials to SA 



Receive and 
analyze results of 
SA*s testing 



Evaluate observed 
performance 
metrics 




Update SA records 

to indicate new 
accredidation level 
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Customer enters 
site 



Site may react to 
returning visitor 



JOQ© 



150 



SA greets 
customer (pro- 
active or re-active) 






* 




SA Evaluates 


►< 


customer intent 





JO/ 0 



H \ Price Range 
Feature / Function 

M User 

III] Customer's Product 
Hfcdnowledge 




Jo/4 



SA evaluates 
further 



SA performs NSA- 
enabled research 



o 



1 


r 1016 


SA directs 
customer to 
product(s) 




-< 

CD 



SA suggests 

related 
merchandise 
















— ► 


SA offers 
additional product 
information 


— ► 


SA reinforces the 
customer's 
selection(s) 


— ► 


-speafic 
check-out process 




ioi4 



Satisfied customer 
exits site 



/03O 



Post-transaction Follow-up / Proactive Relationship Management 



E-mail order 
confirmation 



Thank customer 
(note, card, phone 
call) 



E-mail shipment 
confirmation 



Notify customer of 
available similar or 
related 
merchandise. 



Remind customer 

to replenish / 
renew/ re-order 
product 



Notify customer of 
sales / promotions. 



Recurring / 
periodic event 
contact (birthday, 
anniversary, etc.) 



